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FORMAL COMPLAINT 
I l l inois Commerce Commission 

527 E. Capitol Avenue 
Springfield, Illinois 62701 
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I For  Commission Use Only: I 

m THE ILLINOIS COMMERCE COMMISSION. SPRINGRELO. ILLINOIS: 

My mailing address is 
I qy  75-L. k.?tWG L!&bixs })r-,!JE, S t L l ? U Y / f S  T L  Ld/7.y- 
. .  

The service address that I am complaining about is &? L3 /d-c?d')kt/i 4'1 i p, -tnd / 

My home telephone is [@I 5 g  7 *e [)/ _ _  

Between 830 A.M. and 5:OO P.M. weekdays. I can be reached at 

(Full name of utility company) 
to the provisions o f  the Illinois Public Utilities A'ct. 

In the space below. list the specific section of the law. Commission rule(s). or utility tari f fs that you think is involved with your complaint. 
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(respondent) is a public utility and is subject 

Have you contacted the Consumer Services Oivision of the Illinois Commerce Commission about your complaint? 

Has your complaint filed with that office been closed? 
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Please state your complaint briefly. Number each of the paragraphs. Please include time period and dollar amounts involved with your complaint Use an 
extra sheet of paper if needed 

Please clearly state what you want the Commission to do in this case: 
~~ ~ .- ~ ~ ~ ~ ~~ 

1 
Date: Complainant's Signature M[ L A  u 

(ffonth. d a i y e a r )  u -  - -  

If an attorney will represent you, please give the attorney's name, address. end telephone number. 

You need t o  file the original with the Commission. Also. provide'one copy for each utility complained about (referred to as respondents). 

VERIFICATION 

A notary public must witness the completion of this part of the form 

I, 'Tun 1 Tff k I El/g&Ae7 , f i rs t  being duly sworn. say that I have read the above petition 2nd know what i t  says. 
the best o f  my knowledge. 
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to before me on$onth. day. year) &d . 1 7 I 2,006 

NOTE: Failure t o  answer all o f  the questions on this fo rm may resul t  in this form being returned without processing. If you have questions. please call 
the counselor in the Consumer Services Division that handled your informal complaint. 
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October 5,2006 

The facts of my complaint are as follows: 

1. 
help you move." The AT&T representative tried to sell me all three of AT&T's services 
at that time; phone, DSL and Dish. The representative explained that I would get a price 
break if I signed up for all three. If fact, I was going to sign up for all three at that time. 
The representative had me signed up for phone, and I took two lines. My husband was 
going to have an office ai our new address and the representative told me I could get a 
second line hooked up for $4.95 a month in his office. I wasn't sure if we needed a 
second line, but I told them we would take it. The representative then signed me up for 
DSL. We had DSL in the past and I was comfortable with that service. I already had the 
DSL computer equipment. Finally, the representative had me hooked up for the dish 
network. Toward the end of the phone conversation, my husband walked in and I told 
him about the three services while the representative was on the phone. My husband 
stated he did not want to have the dish service. I relayed that to the representative in my 
husband's presence. I then signed up for two services, phone, and DSL under their price 
break plan on that date. 

2. 
was not available at the new address. The representative had ow new address at that time 
and could have looked up the service availability at that time but failed to do so. In fact, 
we were billed for DSL at our new address, even though we were not given the service. 
That charge was later credited. 

3. 
phone service. I started setting up our computer on June 21,2006 and called AT&T to 
walk me through the DSL hook up. At that time, the representative looked up my 
account, acknowledged we had DSL service, and proceeded. She again asked for ow 
new address. When she looked up our new address, she apologized and stated that DSL 
was not available at our new address. Again, my husband is a witness to th is  because he 
was home at the time and needed to get on the internet for work. I immediately called 
Corncast. They stated that they could provide us with the internet service we needed. 
Furthermore, since we already had cable with them, they could give us their three service 
plan at a considerable cost break. They told me they would switch my account with 
AT&T. I assumed at the time that they would be closing my entire. account. 

4. 
Comcast was in charge of our phone. 

5. 
called AT&T immediately to dispute the bill. The first thing that stood out was that 1 was 

I called AT&T on June 5,2006 because of their advertising campaign," Let us 

I was in no way advised when I signed with AT&T on June 5,2006 that DSL 

We moved to our new address on June 19,2006. AT&T had hooked up our 

AT&T received the call &om Comcast on June 26,2006. On June 29,2006 

In about three weeks I received a bill from AT&T for approximately $185.00. I 



being charged for DSL. The representative agreed that I did not get the DSL coverage 
and assured me that I would be credited. She told me to pay the full bill and AT&T 
would send me a refund when they figured out what I actually owed. I asked to talk to 
another representative because I could not believe what I was hearing. Another 
representative got on the phone and went through the bill with me. He stated at that time 
that there was a second phone line. I had forgotten about the second phone line due to 
the fact that we never used it. I told him I thought the whole account had been closed. 
He acknowledge that the second phone line was only approximately $4.95 a month and 
that I would be billed for that and the fee for the days of phone service that I actually 
had. He cancelled the second line at that time. I felt that was a fair resolution. We were 
cordial and I told him I would wait for the fmal bill and pay it then. 

6. 
and stated that I owed them $136.00. They were charging me $62.22 for hook-up, $51.95 
for a month of service and $9.22 plus $1 0.60 for nominal fees. I called this department to 
dispute these charges. I stated that I should be. credited for the hook-up fee, due to the 
fact that I was informed after the hook-up that I would not be able to get the DSL service. 
I stated that I should not be charged for a full month of service, only for the days that I 
actually used their phone service. I was told that AT&T had no power to credit the hook 
up charge because federal regulations required them to charge me. They were not able to 
explain why I was being charged for a full month of service. 

7. 
asked to speak to the AT&T legal department and was told I couldn't. Obviously, I had 
exhausted all my avenues at AT&T. 

8. 
Attorney General's Office. I also called the FCC. I asked them if it could be possible 
that there was a federal regulation requiring AT&T to treat their customers unfairly. The 
FCC attorney stated that while there is a regulation capping what AT&T can charge, 
there wouldn't be one that requires them to charge. In other words, AT&T is allowed to 
use their discretion in charging so they have the power to treat their customers in a fair 
manner. 

9. 
Systems, L.P., dated September 13,2006, asking for payment in the amount of $136.34 
and listing AT&T Midwest as the creditor. 

The next time I received a bill from AT&T; it was h m  their collection division 

I asked to speak to an AT&T public relations person and was told I couldn't. I 

I then filed a complaiit with the Illinois Commerce Commission and the Illinois 

After I had filed the above complaints, I received a bill h m  the Southwest Credit 


